
 
 
 
 
 

BEFORE THE  
 

PUBLIC SERVICE COMMISSION OF WISCONSIN 
 
 
Investigation into the Quality of Telecommunications 
Services Provided by Wisconsin Bell, Inc., d/b/a Ameritech 
Wisconsin  

6720-TI-164 

 
 

ORDER AND NOTICE OF INVESTIGATION,  
ASSESSMENT OF COSTS, AND PUBLIC HEARINGS 

 
Hearing Dates and Locations 
 

Janesville 
 Thursday September 21, 2000 
 5:00 p.m. - completion 
 City Municipal Building 
 18 North Jackson 
 Council Chambers, 4th Floor, Room 417 
 Janesville, WI  53545 
 (Public parking across the street.) 
 
Milwaukee 
 Wednesday, September 27, 2000 
 5:00 p.m. - completion 
 Serb Hall 
 5101 West Oklahoma Avenue 
 Milwaukee, WI  53219 
 
Kenosha 
 Monday October 2, 2000 
 5:00 p.m. - completion 
 Kenosha County Center 
 19600 75th Street 
 Northeast Corner of Highway 45/50 
 Bristol, WI  53104 

 
 THIS IS A PROCEEDING in response to growing concern about Wisconsin Bell, Inc.’s 
(Ameritech Wisconsin) quality of service and escalating number of consumer complaints.  The 
Commission, on its own motion, pursuant to Wis. Stat. § 196.28, and pursuant to the authority 
granted by Wis. Stat. §§ 196.196(1)(g), 196.219, 196.37, and 196.66, opens this proceeding to 
investigate the qua lity of the telecommunications services Ameritech Wisconsin provides to its 
customers in this state.   

Date Mailed 
September 14 & 15, 2000 
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Ameritech Wisconsin, a telecommunications utility under Wis. Stat. ch. 196, is subject to 
Commission regulation of many aspects of its operations.  Ameritech Wisconsin has over two 
million access lines in exchanges throughout the state, including all of Wisconsin’s major 
metropolitan areas.   

 
During 1998, the Commission received 4,303 complaints about Ameritech Wisconsin.  

Two hundred twenty-seven of these complaints were quality of service related.  In 1999, 
complaints against the company rose to 5,112.  Two hundred fifty-seven of these complaints 
related to outage or repair service.   

 
As of September 12, 2000, the Commission had received 4,293 complaints about 

Ameritech Wisconsin, 1,071 of which related to outage or repair service.  Since May, the volume 
of Ameritech Wisconsin service complaints has grown by 800 percent.   

 
This upward trend has seriously damaged the public’s confidence in Ameritech 

Wisconsin.  It has also overwhelmed Commission staff assigned to respond to quality of service 
complaints.  The alarming volume of service complaints suggests a failure to provide reasonable 
service quality on a massive scale.   

 
In this proceeding, the Commission will undertake a comprehensive investigation into 

Ameritech Wisconsin’s failure to provide adequate service.  Possible outcomes of this 
investigation include: 

 
?? The imposition of new and stringent performance requirements under Ameritech 

Wisconsin’s existing “price-regulated” structure; 
 

?? The imposition of an “alternative regulation plan,” increasing the overall level of 
the Commission’s regulation of the company; 
 

?? The imposition of forfeitures and a plan of restitution for  injured consumers;  
 

?? A referral to the Attorney General with a request to sue Ameritech Wisconsin for 
damages on behalf of consumers and to collect forfeitures; and 

 
?? Any other enforcement tool within the Commission’s lawful jurisdiction.   

 
 
IT IS HEREBY ORDERED: 
 
1.  The Commission will hold public hearings, on the dates and at the times stated above, 

in Milwaukee, Kenosha, and Janesville.  The purpose of these hearings is to receive testimony 
from consumers and others on the problems identified in this notice and on any other matter 
relevant to the Commission’s investigation.   
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2.  Ameritech Wisconsin shall produce at each public hearing one or more officers of the 
corporation or of its parent, Ameritech, or of Ameritech’s parent, SBC Communications, to 
testify and to answer questions from the public and the Commission. 

 
3.  No later than ten (10) days from the date of issuance of this notice, Ameritech 

Wisconsin shall make a filing with the Commission addressing the following subjects: 
 

a. What personnel, weather-related, infrastructure, maintenance, investment, or other 
problems may be contributing to the company’s poor level of service; 

 
b. What effect on the company’s service quality may be attributable to the merger of 

Ameritech and SBC Communication’s acquisition; 
 
c. Ameritech Wisconsin’s service guarantee program and the company’s efforts to 

inform and educate consumers about the availability of credits on customers’ 
bills; 

 
d. How Ameritech Wisconsin handles and manages high priority service requests, 

including medical emergencies and other public health, safety, and welfare 
matters; and 

 
e. Any other information explaining the current level of service quality.   
 

4.  Ameritech Wisconsin’s filing shall include a proposed remedial action plan, includ ing 
a timeline for completing all actions necessary to restore an acceptable level of service.   

 
5.  The expenses incurred by the Commission which are reasonably attributable to the 

Commission’s investigation, including time spent by the Commission’s consumer staff in 
processing Ameritech Wisconsin service complaints, will be assessed against and collected from 
Ameritech Wisconsin in accordance with the provisions of Wis. Stat. § 196.85 and Wis. Admin. 
Code ch. PSC 5.   

 
The Commission does not discriminate on the basis of disability in the provision of 

programs, services, or employment.  Any person with a disability who needs accommodations to 
attend the public hearings or otherwise participate in this investigation or who needs to obtain 
this document in a different format should contact the staff coordinator listed below.   
 
 Questions from the media may be directed to Jeffery L. Butson, Public Affairs Director, 
at (608) 267-0912.   
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Other questions regarding this matter may be directed to staff coordinator Judith A. Klug 
at (608) 267-1204. 
 
Dated at Madison, Wisconsin, _____________________________________ 

By the Commission: 

 

_________________________________ 
Lynda L. Dorr 
Secretary to the Commission 
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